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Objectives

Improve customer service and support.

Capture detailed information regarding all customer interactions.

Provide consistent and appropriate responses.

Improve management and quality assurance capabilities.
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System Overview and Benefits

PC-based integration of phone calls, e-mail, voice mail, and letter 
correspondence.

A CRM integrates telephone, e-mail, and correspondence processing through a 
single system.  Regardless of the media customer uses, the same trained staff 
are able to respond quickly and consistently with high quality.

Single interface to process and record all customer interactions.
Interactions are logged by customer and a record is retained.  Through 
automated screen pops, Information Specialists know the customer and the 
issues or problems they have experienced, and they can effectively provide 
help without requesting history.
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System Overview and Benefits

Extensive set of management and quality assurance tools and 
reports.

Supports immediate elevation of calls to higher levels of management, as 
required.
Offers enhanced monitoring and recording capability for quality assurance and 
training refinement.
The system supports trend analysis (e.g., most frequent subjects) which 
provides improved understanding of user needs, allowing for development of 
targeted materials to help reduce or prevent problems for other users.
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System Functionality

A new support incident is created for each support call, e-mail, and 
letter correspondence. 

In the case of a telephone call, the interactive attendant recognizes 
registered entities by last five digits of DBID and automatically 
creates new support incident record. 

A screen “pop” alerts the information specialist to information about 
the caller and call history.  The information specialist then records 
and stores detailed information on each customer interaction.

The system then tracks multiple support steps required to complete 
support incident (e.g., assignment to someone for action).

Incident remains open until it is completed and closed.
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Interaction Client Status
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Current Call Summary
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Interaction E-mail Status
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T-1 Line Status
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Interaction Reports
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Running an Interaction Report
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Queue Period Statistics Report
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Support Dashboard
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eRelationship Support Form
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eRelationship Support Form
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eRelationship Support Form



18

Knowledge Base
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Knowledge Base
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Knowledge Base
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Knowledge Base
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Knowledge Base
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Benefits

Faster response to incidents with fewer abandoned calls.

Enhanced monitoring and recording capability for quality assurance 
and training refinement.

Knowledge Base enables consistently accurate and professional 
responses to customer inquiries.

Immediate escalation of calls, when needed. 

Trend analysis capability provides improved understanding of user 
needs. 
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Conclusion

The CRM system is meeting the desired objectives.
Customer service and support is improved. We are more responsive and 
accurate in our dealings with customers. 

Faster response time.
Fewer abandoned calls.
More accurate and consistent answers to customer questions.

We are capturing detailed information regarding all customer interactions and 
we are using that information to benefit customers. 

“Practitioner’s Guide to the Data Banks” brochure.
Improved fact sheets.
Development of frequently asked questions (FAQs) for informational web site.
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Conclusion

We have improved management and quality assurance capabilities. 
Monitor and record voice calls.
Track and record all e-mail and letter correspondence performance metrics are 
achieved and quality is maintained.
Ability to record telephone calls for quality review and training.

Higher quality and consistency in responses through the use of the Knowledge 
Base. 


